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Charlene de Feyter
Service Delivery Manager Schiphol

FIRST- CLASS SERVICE: 
BE DIGITAL, STAY HUMAN





Be Digital, Stay Human:
A fitting experience for all passengers



Scaling up satisfaction:
Redesigning customer support



Self - Service Units:
Personal support at scale



A human touch :
Integrated video call



SCHIPHOL AIRPORT AMSTERDAM

2M
SELF- SERVICE 
UNIT SESSIONS

100K
VIDEO
CALLS

500K
FLIGHT

SEARCHES

17
AVAILABLE

LANGUAGES

16
SELF- SERVICE

UNITS

2023
AVAILABLE ON 
MOBILE PHONE



HYPER- PERSONALISED 
MESSAGING

24/7 CUSTOMER 
CONTACT CENTRE



Mobile personal assistance:
Seamless on - site service



Listen to your customers: 
Genuine insights driven by data



1. Scalable Innovation

2. Integral Approach

3. Combine on - and off - site

4. Truly listen

5. Keep it human

FIRST- CLASS SERVICE:
BE DIGITAL, STAY HUMAN


